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It has been a great advantage to work under such a friendly and helpful supervision in a steady,
amiable environment. | feel this has provided a vast learning opportunity for me and during the
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The study contains a comprehensive study on the challenges of outsourcing to telecom industry
of Bangladesh. The study focuses upon various relevant factors. | have provided some crucial
findings and analysis and suggested some implementable recommendations.

| have tried my level best to follow your guidelines. | am very much glad that you have given me
the opportunity to prepare this report and hope that this report will meet the standards of your
judgment. | will also be obliged to provide you with any explanation concerning the report.

Thank you.
Sincerely,

Zihan Ahmed
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EXECUTIVE SUMMARY

Business Process Outsourcing is an emerging industry in Bangladesh. Scope is very high and

currently very few well established companies are operating in this market.

First part of the report is mainly the introduction which consist the objective, scope, limitation

and methodology of the report. It will help to understand how this report was made.

Next is a brief description about Genex Infosys Ltd. their mission, vision, how they conduct their

business, departments in Genex. It also includes the list of services Genex Infosys provides.

Later part of the report includes my overall work experience while working in Genex as an
Intern. It also includes my learning about the process which ensures quality service to ensure

customer's satisfaction.

Final part includes some basic finding about Genex and its service level and some
recommendation that can be applied to improve or achieve maximum level of customer

satisfaction by quality monitoring as well as increase the amount of revenue.
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Chapter 1: Introduction

1.1 What is outsourcing(which is relevant to this topic

This report is based on Robi Axiata Bangladesh limited's outsource company GENEX
limited. Before July 2013, Robi provided inexpert solution to the customer }caused
increase in customer's dissatisfaction. To get rid of the problem Robi Axiata Bangladesh
contracted with GENEX Infosys Limited and the company is specialized in handling call

services in any field as well as they are the pioneer O call center industry of Banglade

An outsource means an expert outside resource which involves the contracting out of a
process to another partymeans to se outside resources and expertitsdevelop al
organization. Outsourcing sometir involves transferring employees and assets from one
to another, but not alway€ompanies primarily outsource to reduce certain such as
peripheral or "norcore" business expenses, high taxes, high energy costs, excessive gov
regulation production and labor costs. The incentive to outsource may be greater for cor
due to unusually high corporate taxes and mandated benefits. At the same time, it apy
companies do not outsource to reduce executive or managerial costs. Tnh companie:
outsource is not to avoid costs in general but to avoid specific types «. Outsourcing is als
the practice of handing over control of public services t-profit corporations.

As the demography of Bangladesh is unique and couple the low cost work force ar
Government's incentive for the IT service sector makes Bangladesh a major player at tt
service outsourcing market. Bangladesh is fast emerging as the next major global out

destination.



1.2: Objective
Thereare two objectives behind this stu

1. Primary ObjectiveThe primary objective is to learn how to ensa Quality service ii

a outsourced call center company (GENEX Infosys Limi

2. Secondary objective: The report is a requirement for the ction of BBA program
from BRAC University.

1.3 Scope of the Study

This report will be covering therocess whicl EnsurefQuality service in a outsourced ¢
center company (GENEX Infosys Limii, that serves Robi Axiata Bangladesh limite
customeiservice through their call cen) . This report is based on the experience | accumu

from the internship program at GENEX Infosys Lim.

1.4 Methodology

From selection of the topic to the final report preparation the study requires an orderdure.
Data sources are to be identified and collected, to perform the study. They are to be cat
analyzed, interpreted and presented in an organized manner and key points are to be f
So, all the information is collected from primary ancondary sources. Most of the relev
information has been collected by practically working in the department and discussing \
department employees and supervisor and also collected few data from the-learning. |

have also included my work pe&rience to complete this repc

Primary Data:
» Primary data was gathered by discussing with the employees of the orgar
» Audit Compendium.
» To support myself in learning more about the topic, direct observations played

important role.



Secondary Data:

» Secondary data was gathered the website of the organiz:
Relevant file study as provided by the concerned of
Some brochures and related artic

Some other papers given by my superv

YV V V VY

Publications obtained from the Interiand from the website of GENEX Infos
Limited.

1.5 Limitations of the Study

The main limitation of this report is that the topic itself is relatively new so very few inforn

could be extracted.

» Sufficient books, publications and journals are not able.

» There is insufficient time to do this rep

Sometimes, there were some works | had to do without being explained why these works
be done. This situation has created lot of problems to understand why a specific function

performed.



Chapter 2: Organizational Overview

2.1 Description of the organization:

Genex Infosys Ltd. provides professional onshore and offshore call center outsourcing s
It is a concern of IPE Group, managed by a group of young professwith wide range o
experience in the field of BPO and ICT with specific emphasis on Contact Centers. (
infosys provides the best customer experience for its customers and achieve the
objectives in the most cost effective and quality drivishion. GENEX Infosys limited starte
their business in July 1st 2013 headquartered in Bonani Dhaka and operation center is s
Uttara, Dhaka with a view to provide the best service to the customer and their ta
"Realize Excellence". The Genr Infosys Limited Currently Serving with Customer sup|
through their call center of different telecom industries of Bangladesh. They are provid
center support to the customers of ROBI Axiata Bangladesh Limited, Telenor Bang
(Grameenphone)elenor Malaysia (Digi), Telenor Myanmar, Orascom telecom Bangl:
(Banglalink), Marico Bangladesh LimiteParachut®©il Promotion campaign throug
outbound) and will provide upcoming Bangladeshi government project. It offers business
outsouring services, including contact center management, telemarketing, customer li
management, Eustomer, IT help desk outsourcing, IT infrastructure management, and
monitoring and notification services. The company also provides IP contacr, voice logger,
enterprise security, conferencing, and IP telephony and gateway solutions. In addition,
data communications, network, managed IT, and Web services. Genex Infosys Ltc
customers in telecommunication, BFSI, government, etail sectors in Bangladesh. T
company is headquartered in Dhaka, Bangladesh. Genex Infosys Ltd. operates as a suk
IPE Group Limited.

Integrity —GENEX act ethically, honestly, and with accountability in all dealings. The con
maintain honsty in every relationship, be it with their customers, employees, contact

partners, and suppliers.



Teamwork & Partnership GENEX encourage partnership with their team to work togett
forge strong londerm relationships. They provide a pive atmosphere to learn and gro

professionally. Communication and respect are the keystones of what makes who

Customer Satisfactiomdeeting and exceeding customer expectations is our passion. #
value, providing excellent service and inative vendor partner solutions is at the core foct
Genex. Quality, efficiency, and increased return on investment are why Genex's clients

to partner with them.

GENEX Infosys Limited is a private company of Bangladesh belongs to IPE ¢
which headquartered in London and Dhaka. The core competence of the IPE Group is

on the following areas -

* Technology and Outsourci

* Finance Banking, Merchant Banking, Asset Management, Venture Capital, Insu
Credit Rating;

* Real Estate and Buiing Product

* Private Equity

Mission: To help theclients achieve positive ROI by building enduring relationships bas

trust and integrity.

Vision: Ensuring maximum satisfaction to thclients'by their expertise and excellence ¢

make huge number of satisfied stakeholc



The mother company of GENEX Infosys limited is IPE company and their service is

below.

IPE Serves

bp
sk

IPE's Business Portfolio

IPE's Investment

v

z
C



2.2 Organizational Structure

GENEX Infosys Limited follows a horizontal organization structure to maintain stabilit

transparency throughout all the stuffs and offic

They believe that a sense of equality and frieip de-buffs discrimination and raise the level

one’s maximum potentiality towards the wo




2.3 Services:

Outsourcing: Genex offers a ste-of-the-art outsourcing service facility with late
technology and competent personnel wiensures service quality excellence and cost effe
solution to meet client requirements. Genex assures simplified process managen
efficient service quality through continuous process optimization. Genexoutsourcing s

include:

InboundCustomer Servic

*  Outbound customeservice

e Complaint Manageme

* |IVR Service

* Social Media Manageme

* Resource Management

* Customer Lifecycle managem

+ Non Voice Customer Servi

Inbound Services:

Customer's Inquiry (Inquiry about retail out, Upcoming Products and offe
* Conplaints/Correspondance handl

* Customer's helpdesk supg

» Order collection from distriburs, Retail outlets and agents.

* Channel Partner/agent supp

* Cross Sell/Up sell.

* Warmranty support service enquit

* Techni@l support service through remote acc



Outbound services:

Welcome/greeting call
* Telemarketing

* Customer acquisition
* Complaint Resolution
* Market Research

» Customer satisfaction Surve

Non Voice Services:

Email Response

Sms response

Web Chat Support

Social Media Manageme

Solutions

Genex has cutting edge advantage in deploying world class solution for different multir
and international organizations. Genex has the experience in deployir-of-the-art IT
infrastructure ad cutting edge technology platforms under Build own and operate r

Solutions that genex offer:

AutomaticCall Distributors (ACD) Syste

e Outhound Campaign Management Sys

* Automated Call recordg System for Quality Assessment

* Interactive Voice Bsponse (I'R) solution

*  Workforce Management (WFM) System forective utilization of resourc
« Quality Management Application wtion to assure Service quality

¢ Non-voice SolutionsEmail, SMS, We-Chat, WhatsApp)



* Computer Tedphony Integratiol(CTI) System

« Email-SMSWeb Chat management Systerr effective customer experier
* Real Time Monitoring (RTM) and Daboards for operation monitori

* HRIS solution

* Firewall/UTM and licened Antivirus/anti-spam solution

* Customer Relationship Managert (CRM) System

» Referral Marketing and Digital Campaign Management Sy

2.4 Swot Analysis of Genex Infosys Limite:

We can identify a company's basic internal Strength and Weakness as well as to i
company's external opportunity and threat rface. Thus, considering Genex Infosys Ltd. .
business organization its strength, weakness, opportunity and threats will be as

Strengtl Weakens

* The company has earned customer lo

* Youth and hardworking workfor

» Good relationship with thcustomers * Employee dissatisfactit

» Very friendly and comfortable workin » Control from the company th
environment sourced

» Experienced in BPO mar} * Negativeperception about 3r

* Encorporated with Grameenphone, Banglal party

Robi, Marico, Digi Malaysia, Telenor Mayanm

Opportunitie Threat:

* New competition in the mark

_ * Political instability
* Growing market
* Government Plan and regulat
* Become market leader
* Fear of terminatic

10



Chapter: 3 Internship Experience

3.1 Job Description:

Before being an intern | was employed as a part timer in the call center and r
responsibility was updating customer's profile and database (content moderation) by c

the customers.

Then | was assigned in inbound solution department wherovided various information ar
find information for the customer from internal and external database this task is also kt

data mining.

Based on my performance the company appointed me as an executive in Quality As
department and currentlyam working in the same department. On April | applied for inte
internship to complete my study as internship is mandatory for completing my graduatic
BRAC University and then GENEX Infosys will appoint me as a full time emp after my
graduation My core work is to listen to the calls that the associates receives and eval
calls considering the compendium(given in the reference) and ensure the quality of ser
report to my supervisor and other concerns (Resource managemenlLeaders, Assistal
Manager, ManagerMainly it is a target based work and | have to cover 78 associates

week by auditing 2 calls each of them in a week 8 call per associate in a
Job Responsibility:

* Audit calls.

* Making reports.

* Resolving cumer's complaint

» Brief the associates.

» Arrange training session for poor perform

» Communicating with customers if the customer shows any dissatisfaction towa

service.

11



3.2 Learning Outcome

Professional Learning Outcome

« Addressingcolleagues and superiors appropria
« Allocating time effectively

- Teaching others.

- Adapting effectively to changing conditio

« Participating as a member of a te

« Developing appropriate workplace attituc

- Exercising leadership.

- Behaving professionally.

« Behaving ethically.

« Listening effectively.

- Dressing appropriately.

« Understanding and managing personal behavior and att

» Developing individual responsibilit

Technology and Analytical Learning Outcome

- Handling software in an efficient way aEffectively utilizing new software tools
complete tasks.

« Updating Excel documents in macro/non Macro Excel <

- Easily maintaining and troubleshooting technols

« Analyzing or visualizing data to create informat

«  Writing requirements documentati

« Acquiring and evaluating information to ensure the best outt

« Creating or modifying technology polici

- Performing effective and informative user tesi

12



Cognitive Learning Outcomes

- Demonstrating understanding of professional customsractices.
- Evaluating calls, services and peo

« Organizing and maintaining informati

« Applying knowledge to the tas

« Serving clients and stakeholdt

« Negotiating and arriving at a decisi

- Working with diverse populatior

+ ldentifying, understandir and working with professional standards.
« Working in crosszultural setting:

« Learning how to learn.

« Improving problemsolving and critical thinking skill

- Monitoring and correcting performan

3.3 Quality Monitoring process:

To ensure a best service to the customer | check random calls as well as | filter call dure
listen low duration and high duration calls where the sample count provides exact outcor
associate and then brief the associate considering thed score as well as brief the assoc
regarding new product update. | evaluate the associate in below format which was presc
the company.

Call evaluation Sheet:

Quality Evaluation Sheet

Agent ID . Quality Score 100.00%
Q.E Name: Zihan Ahmed MSISDN 0
. 00/01/1900 CTRL +L CTRL+T
Call time 12:00:00 AM Agent Name . (Sheet Reset) Data Transfer
Center - TL -
Evaluation Date: 17-Jul-16 Call Duration: Sec




Pre_Bng_P2 Request

Applicable Max Actual
Ope g

1.1 Has the agent adhered the proper opening script Yes/No 3 3

Product & Process Demonstration

|

2.1 Correct Information provided/Did not misguide the Customer Yes/No 10 10
2.2 Complete information Provided / TAT Yes/No 15 15
23 Objection Handling/rebuttals & addressed all the customer Yes/No 10 10

Queries

Data Capture

|

All information is captured completely & accurately entered

3.1 in the CRM Yes/No 5 5
4 Soft Skills
a1 Agent ex'hlblt good Listening Skills / Avoid Interruption and Yes/No 4 4
Overtalking
Was always polite, courteous and professional. Empathised
4.2 and Friendly way of talking when required,Speaks Yes/No 20
subscriber's language(Attitude)
4.3 Agent is spontaneous (Confidence/Energy/Liveliness) Yes/No 4 4
a4 Agent ex.hll.)lts good sentence construction and correct Yes/No 4 4
pronunciation
4.5 Maintains moderate rate of speech Yes/No 10 10
4.6 Not using Jargons/Slangs Yes/No 2 2
4.7 Personalized the call / Addressed Properly Yes/No 4 4
4.8 Adheres to hold procedure Yes/No 4 4
5 Call Closure
5.1 Comprehension done Yes/No 2 2
5.2 Closed the call appropriately Yes/No 3 3
Wow call ]

Grand Total 100

BreEEss Feedback cQc LCLE]14Y Issue Resolution

Pre_Bng_P2

14



Here in the evaluation sheet | evaluate associates from the beginning to end of a call. E

Process at a glimpse:

K/
£ %4

Opening: The associates must open a call in an enthusiastic/welcway and should hav
to follow proper call opening script. Which carries 3 marks. Fct and proces
demonstration:

1. The associates must have to provide correct information to the customers which ce
marks.

2. Providing complete information willarry 15 marks.

3. Associates complaint handling and objection handling as well as his/her expert

carry 10 marks.

Soft Skill:

1. Associate must have to be attentive in the conversation which will carry 4

2. Associate must have to be polin the call, show empathy while customer expre
dissatisfadgbn and it will carry 20 mark

3. The associates must have to be energetic in the call and will not reflect any letharg)
not take any awkward pause in the conversation which will 4 marks.

4. Associate's speech in the conversation should have to be clear and there s
promptness in the conversati Pronunciation will be accurate in the conversation. It
carry 4 marks.

5. The associates must have to maintain moderze of speech in the conversation to m
the customer understand what he/she is saying. It will carry 10 M

6. The associates must not use Jargon in the conversation or do not use any techni
which is not understandable by trustomer. It will carry 2 marks.

7. The associates must have to address the customers properly by (Sir/Madam) in
seconds and it will carry 4 mark

8. Associate must have to follow proper hold process, Seek for permission before ¢
hold, thank the customeftar coming back from hold and do not take long hold more

35 seonds and it will carry 4 mark

15



+ Call Closure:
1. The associate must have to comprehend the call properly so that he/she can |
customer understood him/her. It will carry 2 ns.
2. The associate must have to follow proper call closing script before closing a call ant

carry 3 marks.

3.4Tools that | used to listen calls

| use a voice recorder tool which is named as ORKWEB and runs on an inter
http://192.168.49.212:8080/orkweb/app and backup link http://192.168.49.216:8080/orkw

by putting the associate's ID, Date and calling number. The tool's screensiven below:

16



| also resolve customer's complaints using CRM. The tool's image is given belo

17



3.5 Evaluator's evaluation Unlike every outsourced company, the mother company (

Axiata Bangladesh Limited) monitors its outsourcompany (GENEX Infosys Limited) ar
they visit to GENEX office twice in an month and evaluate all employees. | had gone t

Robi's evaluation process and their findings is given b

18



Chapter 4

4.1 Competitive analysis:

GENEX, as a pioneaf outsourced call center industry of Bangladesh has a little scope to

competitor in this country. Though one competitor entered in call center industry of Bang

and that is Digicon Technologies Limited but their scope to sustain in thstry is very low.

The reasons behind Digicon's little scope to sustain in this industry of Bangladesh

Currently they are providing service to Airtel Bangladesh limited's customers bu
sold maximum number of shares to ROBI Axiata Bangladesh limited and the m
process is near to end and hopefully within this year Airtel will wrap up their bs
and Airte's customer will be facilitate with ROBI services. So ultimately Digicor
have to wrap up their business or should have to look for other companies to st
the market.

Digicon's employee dissatisfaction rate is high compare to GEInfosys limited. The
main reasons are Low wages, less skilled management, no transportation for
center agents which results employee turnover to 15.53% in each year where as
Infosys has 7.3% employee turnover rate in each

As the salarys low they do not get skilled employees as a result the cus
dissatisfaction increases.

GENEX Has a mother company which is IPE and it is widely known company al
the world and which provides various service to the customers and has headin
different part of the world where as Digicon is run by US educated IT professiona
have less knowledge towards this call center indu

GENEX has a backup center in Chittagong by which they provides interruptic
service to the customers this already build trust for providing 100% interruption f
service among their stake holders, where as Digicon has only one operation ct
case of optical fiber cut or any other issue the customers are deprived of getting

service until thesystem is up again and it creates dissatisfaction among the staketl

19



4.2 Industry Scenario:

The unique age demography of Bangladesh, coupled with tl-cost work force an
Government's Incentive for the IT service sector, makes Bangladesh a major player at tt
service outsourcing market. Bangladesh is fast emerging as the next meal outsourcing
destination. Demand for skilled customer service over phone is increasing day by day
needed to grab maximum number of satisfied customer for the company. To get the ¢
satisfied it is needed to have a good and special cur service an only a specialist in custor
service can make a customer happy. So outsourced customer care is needed to get ¢

service for the customer.

The whole of the world is now looking for a modern and aggressive business policy t
servethe customers effectively and efficiently. To meet the entire customer satisfact
organizations are trying to deliver a high quality service. People are no longer wanted to

get any information and service about any busi

The modern busess bodies are much more conscious about the customer service. To n
demand the companies and the organizations are going to setup call center. The org
may have their own call center or they may make it happen through outsc

There hae many countries in world who offer inboard and out board call center service. |
cost and other issuers are matter. The companies of course will go to the cheapest an
call center. The South Asia is the most suitable place to establi center and the Banglade
is the new comer in this sector. But the Bangladesh has a great opportunity to progre:
center industry. The government has given many licenses to the outsourced companie

can see a great future of this indus

20



4.3 Recommendation:

As it is a BPO company we are unable to follow our own process so there is less ¢
generate new idea regarding Quality Evaluation inside a call center which represents a
like Robi Axiata Bangladesh Limited. Mcof the service providing etiquettes are be
prescribed by Robi. On the other hand in call evaluation, first we make our own
evaluation process and seek approval from Robi but Robi Axiata Bangladesh limited n
the process and provide the S(Standard Operating procedure) as per their policy.
hampers on the development on generation of our own idea. So Genex should create

image to its stakeholdso that thestakeholdetrusts them to run the business at their sweeti

On the other handhis BPO market is too much competitive. So Genex should start str
planning to increase its infrastructure. It also should build enough trained workforces to
premium service and attract other clients. Some steps should b as early as possible for t

betterment of current situation.

* Implementation of COPC (Customer operation performance Centre) process in
monitoring will help the company to touch the milestone. (COPC is an interne
standard of customer serv providing technique which is used by many companies
the world even BAT Bangladesh uses COPC in their customer se

* Most of the associates are from obscure background as per they have been empl
part time employee and their backgrounnot checked properly, so it is very mu
difficult to make them understand the standard and procedures to deliver servic
customer.

*  Proper motivation is not provided in this company. Employees feels the
monotonous and left job after a cer time. Those who are needy they stays for a
time and the employee turnover rate is high (Approximate-25 employees left job i

each month).

21



Chapter 5
5.1 Conclusion:

It is not an easy task to make a customer satisfied about a service a part of an outsource
company in QA department and the company which is specialized in customer service
learnt a lot from this company and saw its growth in front of my eyes. Genex as BPO can
its business by taking contract of other cony as he BPO market in Bangladesh is rapi
growing. Bangladesh government has declared enough budgets in ICT sector and trying
a policy that will help call centers get loan easily from the banks. If Genex Infosys Ltd. us
opportunity to epand their market soon they will become the market leader in Banglades
industry. They should start strategic planning accordingly otherwise it will be really diffici

them to retain in this very competitive mar

22
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